SERVICE 
LEVEL 4 

SERVICE 
LEVEL 3 

SERVICE 
LEVEL 2 

SERVICE 
LEVEL 1 




DISTRIBUTORS 
DIRECT SERVICE 



ENDUSERS 



SERVICE 



DEALERS DEALERS 
\ / \ 

ENDUSERS ENDUSERS 



FIG. 1 (PRIOR ART) 




FIG. 2 



COUNTRY 
SPECIFIC 
INFORMATION 



TOKYO 

CENTRAL 

INFORMATION 



16 



PRODUCT TECHNOLOGY 
DEPARTMENT 



ESD CONSOLE 



KNOWLEDGEBASE ±= 



12 



MANAGEMENT INFORMATION 
SYSTEM^ 



CHECK FOR ™ N C0NTR0L 
SOLUTION SOLUTION 



EXISTENCE 
SOLUTION 



NEW SOLUTION 



SOLUTION 



1 



CLAIM HANDLING 



' 




DWH 







,20 





FIG. 3 



REPORTING PROCESS FOR 
UNFORMA TTED CLAIM 



3 



KNOWLEDGE BASE SEARCH hST201 



PRODUCE ANSWER DOCUMENT 
(RESPONSE ASSISTING MODULE) 




,ST202 
SOLUTION^^NO 



ST205 



PRODUCE CLAIM REPORT 
(REPORT ASSISTING MODULE) 



j ^S T204 \ ^ST206 

MAJOR jjjuE ANSWER DOCUMENT J I ISSUE CLAIMREPORT J 
SUBSIDIARY ^ I — _ ■ ^ ' ' ' 



FIG. 5 



FIELD SERVICE 



ST101 



DEALER 



FILE WORK REPORT FROM FIELD 
SERVICEMAN 



ST102 



ANALYZE WORK. REPORTS TO 
DETECT EMERGENCY SITUATION 
WHERE A NUMBER OF IDENTICAL 
CLAIMS EXIST 



ST103 



ISSUE CLAIM REPORT 



ST104 



DEALER 



WARRANTY REPORT DATA \- 



SERVICE PART USAGE DATA | — i 



DEALER <i 



MAJOR 
SUBSIDIARY 



DEALER 



CALL CENTER DATA 



SETUP REPORT DATA 



CONTENT CONFIRMATION 



ST105 



CHECK SOLUTION 



ST106 



ST108 



ANSWER 
DOCU- 
MENT „ 




ST109 



ISSUE CLAIM REPORT 



MAJOR 
SUBSIDIARY 



l-MAJOR 
SUBSIDIARY 



CONTENT CONFIRMATION AND 
VERIFICATION 



ST110 



± 



CHECK SOLUTION 



ST113 



ANSWER 
DOCU- 
MENT „ 



ST112 




ST111 



ST114 



ESCALATION OF CLAIM REPORT TO 
PRODUCT TECHNOLOGY DEPARTMENT 



FIG.4 



PRODUCT 
PLANNING 
SECTION 



MAJOR 
SUBSIDIARY 



-ESD 



DESIGN AND 

MANUFACTURING 

SECTION 



1 



OTHER 
SECTIONS 



Problem Type (E) 


POI Copy/print image quality 
P02 Paper feed/exit, jam, curl, crease 
P03 Original feeding/exiting 
P04 Abnormal noise 

P05 Mechanical trouble (breakage, fall off, rust) 
P06 Contamination M/C inside, carrier/toner spew 
P07 Assembling failure (Fixing error, missing) 
P08 Adjustment failure 
P09 Erratic operation/display 
P10 Electrical parts failure 

P11 Operability, serviceability other request to improve 

PI 2 Premature life/yeild 

P13 Printer operation in general 

PI 4 FAX operation failure 

P15 Shipping damage 

PI 6 Service parts/supplies 

PI 7 Service document 

PI 8 Others 


Problem Type (J) 


T $^|* «j 

-R -hp {DE ^ , nd| 

gg££££2g25:5:^5:5:D-a.Q-Q- 



CO 

CD 
Li_ 



Unit (J) 


Unit (E) 


U01 h 
U02 *7V3>i&IP--7 H 
U03 h 
U04 K7A 

U05 f + U 7 H 
U06 h 
U07 - MJ r> 
U08 71J-7— h 
U09 7°Pt^i-7 htlx 
U10 WftMl^z-y h 

U11 %mi--"J I s 
U12 111^7 h 
U13 ADD 
U14 ADF 

ui5 j— 9— n 1 — 7 y t 

U16 K7-<7"i^7 h 

U17 H>/N^i:7 h 

U18 PC$, 

U19 liUZy h/ffih7>3 

U20 HDD/M^U- 

U21 ?7 h7-7=l> hP-7- 

U22 FAX/NCU* - F 

U23 *#77-A7X7 

U24 K7<A'-V7 h^l7 

U25 ? 7 h7-7iiil 

U26 ftgart- 

U27 i^l 

U28 ^OftiJ 


U01 Paper feeder unit 

U02 LCF/PFU/PFP 

U03 Optional/Laser Unit 

U04 Drum 

U05 Charger/Grid 

U06 Developer unit 

U07 Toner/Cartridge 

U08 Cleaner unit 

U09 Process unit in overall 

U10 Paper transport unit 

U11 Fuser unit 

U12 Exit unit 

U13 ADD 

U14 ADF 

1115 'snri'pr /Finisher 

U16 Drive Unit 

U17 Control Panel unit 

U18 PWA or other electrical circuit 

U19 Power supply unit/HVT 

U20 HDD/Expanssion memory 

U21 Network controller 

U22 FAX/NCU board 

U23 Firmware in machine 

U24 Driver software 

U25 Network environment 

U26 Exterior covers 

U27 Packaging 

U28 Others 



FIG. 7 



flodp 


Ma rhino QtatiiQ 

IVIaWIIMC GlalUo 


E1 


Paoer iam inside the cooier 

i UMwl Jill II II luluw 11 \\j vyulwl 


F2 


Panpr iam npar fu spr unit 

1 ClUU! Jul il 1 IwCU lUOvl Li f if t ; 




Panpr rpmaininn insidp thp ronipr whpn thp main switch turned on 

1 GLUwl 1 CI I IGUt III ly IllOtUC 11 1C vA/L/IO vVJICIl 11 IC I Hull l OVVlLvM 10 luiiivu v/i i 


F4 


Thp frnnt m\/pr iq ononprl rlurinn mnvinn 
(lie iiuiii ouvci \o ufjt?i!t?u uunny uujjyiuy 


FR 


Panor micfoprl in 1 OF anrl manual fpprlinn anrl oanpr iam in front of thp alinninn rollpr 
r aycl IlllolcCU Hi Lvi allU illaliual iccuniy aiiu fjapci jam hi iiuiii \j\ uic auymiiy iuiici 


to 


raper misieea (auu) 




raper luisieeu \peaestui; 




rdpcT iNlblccU [rWrj 


FR 


Panpr micfporl in AHF tranennrt unit 
r a(JGl IHIolccU II! nUi UallofJUIl Ul 111 


FF 


Panpr micfooH in AHP ovit / ro\/prco unit 
r ajjci iiiiaiccu in rvur caii / icvcioc Ui if I 




Ahnormal Qprial trancmicoifin hpttwppn main OPil and ^iih-OPU 




Thp nntiral QVQtPm will not initial'i7P ■ thp nntioal ^v^tpm k lookpd 


C7 

V-/ / 


Hpat rollpr thprmfctnr nnpn-rimiifpH 


CB 


AHF fppd motor Iorkpd 

fiLsl ICCU IIIULUI lUL»i\CU 


CC 


ADF transoort motor looked 

nui LIUllOL/Vll lllvlwl iVJvlXvU 


AO 


Ahnormal sional transmission in PFO intprfaop 

rvui lui 1 1 icu wiyiiui uui iomhooivh hi i i v/ inicnouc 


A1 


Faulty charger wire cleaning operation 


A2 


ADD malfunction 


A3 


PFC (paper feed controller) malfunction 


A4 


Sorter malfunction 


A5 


Abnormal signal transmission between main CPU and IPC 


A6 


Abnormal signal transmission in sorter interface 


A7 


Abnormal signal transmission in ADF interface 


A9 


Blown exposure lamp or defective AES 



FIG.8 







CLAIM REPORT 


a. 


Report source 




b. 


Rank of importance 




c. 


Claim category 




d. 


Claim title 




e. 


Claim details 




f. 


situation 





FIG.9 



c. 


Claim category 




model [DP3580] , problem code [P05] , unit code [U23] , 




cause code [C02] , error code [E005] 


d, 


Claim title 




Paper jam under the drum due to breakage of the drum sensor 




problem position cause 


f. 


Situation 




Troubled part [Part number] 




Troubled software [Software number] 




Product lot [Serial number indicating factory and produced month] 




Copy counter [Total copy count] 


e. 


Claim details 




Problem, position/related unit, cause, treatment 



FIG. 10 



' REPORTING PROCESS \ 
FOR FORMATTED CLAIM J 



SEARCH FOR CLAIM REPORT 
ALREADY REGISTERED 



,ST301 

5 



s 

Q 

So 

CO 

O 



^ST302 

'REGISTERED 
CLAIM REPORT 
.PRESENT? 

^ST303 



ST304 



PRODUCE ANSWER DOCUMENT 
CORRESPONDING TO SOLUTION 
UPON DETECTION OF PRESENCE 
AND PRODUCE ANSWER 
DOCUMENT CORRESPONDING TO 
PROGRESS IN SUPPORTING 
TASK UPON DETECTION OF 
ABSENCE 




ST306 



REGISTER 
NEW CLAIM 



REQUEST 
MISSING ITEM 



APPEND BACKUP 
DOCUMENTS r 




SUPPLEMENTAL INFORMATION 
CONCERNING IMPORTANCE OF CLAIM 
■ ANALYSIS DATA OF FIELD SERVICE 
CALL 

• SUPPLY CONDITION OF RELATED 
SERVICE PARTS 

• PRODUCT PSI INFORMATION 

• OTHERS „ 



ASSIGNMENT OF SUPPORTING 
MODEL 

CLASSIFICATION OF CAUSE 
DESIGN • MACHINERY 

• ELECTRICITY 

• SOFTWARE 
PRODUCTION • 
SPECIFICATION • 



± 



ST310 



ST311 



STORE SCHEDULE MANAGEMENT INFORMATION 
A. REQUESTING DATE OF TASK 
B SCHEDULED DATE OF TASK START 
C. DATE OF TASK START 
D SCHEDULED DATE OF TASK COMPLETION 
E."dATE O F TASK COMPLETION 

~ L 



ST312 



TASK ASSIGNMENT 
REFERRING TO TIMETABLE 
FOR ENGINEERS 



CONFIRM THAT SCHEDULED 
DATES OF TASK START AND 
TASK COMPLETION ARE SET 

I 



F 1 6.11 C ) 



